CORE COMPETENCIES

Medical Center Libraries and Technologies

	
	Basic/Entry Level
	Intermediate
	Advanced
	Group Leader/Specialist

	Associated with:
	· Library Assistant II

· Shelving Assistants


	· Library Assistant III/IV

· Analyst/Programmer      PG 52/53

· Secretary IV
	· Senior Library Assistant

· Library Professional II
· Analyst/Programmer      PG 54
	· Analyst/Programmer      PG 55/56

· Library Professional III
· Administrator



	INTERACTION WITH OTHERS/

COMMUNICATION

	· Writes legibly and speaks clearly with a full understanding of the English language.

· Flexible and willing to listen to ideas that are different from their own in order to promote understanding.

· Uses effective listening, verbal, and written skills to provide necessary information clearly and in a timely fashion.

· Shares job-related information 
	· Interacts with internal & external customers in a mature and friendly manner at all times on the phone, in person, and in correspondence.

· Works well with others as part of a team.

· Establishes professional contacts within/outside URMC

· Keeps people informed and up-to-date; shares relevant information with those who may be affected by decisions.

· Solicits input; seeks, acknowledges, and uses input from others.
	· Maintains open and professional communication with supervisor, co-workers, and others. 

· Requests feedback to improve personal performance.

· Actively works at establishing a rapport with co-workers.

· Assists in the orienting and training of other staff; also assigns tasks and/or provides feedback on the work of other staff.

· Maintains relationships; takes steps to maintain relationships, keeps in touch, looks for opportunities to reestablish links.

· Brings the right people together to address issues; determines who are critical people in resolving problems or reaching decisions, and brings them together to address them.


	· Effectively organizes the work schedule of and/or delegates duties to students or other employees. 

· Offers orientation, training, feedback, and recognition.

· Communicates clearly with all levels of employees and other customers. Identifies and clearly expresses ideas, suggestions, and problem solving opportunities.

· Proactively seeks out opportunities to help/teach others and add value.

· Establishes trust; fosters a feeling of partnership and caring with others.

· Forges consensus to reach goals; works with others to reach decisions that all can support. 

· Effectively represents the library both within and outside the URMC.


	
	Basic/Entry Level
	Intermediate
	Advanced
	Group Leader/Specialist

	Associated with:
	· Library Assistant II

· Shelving Assistants


	· Library Assistant III/IV

· Analyst/Programmer      PG 52/53

· Secretary IV
	· Senior Library Assistant

· Library Professional II
· Analyst/Programmer      PG 54
	· Analyst/Programmer      PG 55/56

· Library Professional III
· Administrator



	CUSTOMER SERVICE

*Also refer to

The Strong/MCLT Commitment
	· Treats internal and external customers with courtesy and respect.

· Provides direction or response to patron’s questions.

· Refers problems to higher levels as appropriate; refers questions, if accuracy of response cannot be assured.

· Models and reinforces customer service behaviors.*

· Works systematically to meet or exceed customers’ expectations
	· Understands and responds to the needs of internal and external customers.

· Corrects customer service problems promptly and in a positive and non-defensive manner.

· Cooperates with other staff in the unit or department in accomplishing tasks or projects.

· Refers more complex issues to higher levels.

· Follows through on client inquiries, requests, complaints; keeps client up to date about progress of projects; goes out of the way to be helpful. 


	· Maintains a consistent focus on quality improvement in all areas of work.

· Offers suggestions, potential solutions, and new ways of doing work to improve customer service and department operations.

· Resolves most problems and questions, and refers only the more complex issues to higher levels.

· Responds to and interprets more complex questions regarding unit or department policies and procedures.

· Acts to make things better; provides assistance, shares crucial information or resources, and takes other steps to help the customer.


	· Acts as the “consummate professional,” always maintaining a positive, confident, and helpful attitude.

· Promotes cooperation within the unit/department and leads by example.

· Thinks innovatively and works to improve unit functions and the services provided.

· Addresses underlying needs; gets to know the customer well enough to understand needs beyond those initially stated and takes steps to address them.


	
	Basic/Entry Level
	Intermediate
	Advanced
	Group Leader/Specialist

	Associated with:
	· Library Assistant II

· Shelving Assistants

· Analyst Programmer


PG 52
	· Library Assistant III/IV

· Analyst/Programmer      PG 53

· Secretary IV
	· Senior Library Assistant

· Library Professional II
· Analyst/Programmer      PG 54
	· Analyst/Programmer      PG 55/56 and above
· Library Professional III
· Administrator



	PERSONAL ACCOUNTABILITY
	· Takes responsibility for own work.

· Maintains the confidentiality of information.

· Adheres to attendance requirements as per departmental guidelines.

· Demonstrates knowledge and skills related to the functional area and exhibits commitment to developing personal abilities.

· Maintains  composure; in the face of conflict or discussion, may feel strong emotions, yet is able to hold these emotions in check.

· Understands organizational missions and directions, and understands why this knowledge is important.

· Understands department policies and procedures, and understands why this knowledge is important.

· Cooperates; participates willingly, supports team decisions, does his/her share of the work.

· Ensures time worked and reported is accurately reflected in accordance with federal and NYS law.


	· Takes responsibility and pride in his/her work.

· Knows informal structure; knows who the decision-makers and opinion leaders are; who ultimately must be consulted, advised or asked for action to occur. 

· Understands “hot buttons” of others; has a good grasp of the types of things that tend to appeal to and turn others off.

· Responds calmly; feels strong emotions such as anger or frustration but controls these and continues discussion and other process in a calm manner.

· Aligns personal behavior with department mission and priorities

· Promotes a work ethic and an attitude among library staff that fosters interdepartmental teamwork. 

· Ensures own and staff time worked and reported is accurately reflected in accordance with federal and NYS law.
	· Takes responsibility for own work and provides support to others in accomplishing their work.

· Demonstrates commitment to the mission of the department and University by modeling honesty and integrity.

· Understands and uses knowledge of how people are approached, questions that can and cannot be asked, and when people need to be asked, rather than be told, to get results.

· Uses data or logic to persuade others directly; uses logical arguments based on fact or logic to influence others.

· Responds constructively; controls strong emotions or other stress and takes action to respond constructively to the source of the problems.

· Strives to align goals, priorities, and key activities of self and others in the department with the strategic direction.

· Solicits input; genuinely values others’ input and expertise; is willing to learn from others.

· Ensures own and staff time worked and reported is accurately reflected in accordance with federal and NYS law.
	· Uses networks and alliances and individuals to achieve objectives; utilizes a network of relationships to collect and disseminate information, build support, and secure buy-in to desired objectives.

· Uses multiple strategies to influence others; appeals to a variety of things (i.e., logic, personal best interest, benefit to URMC, common good, etc.) to persuade others.

· Calms others in very stressful situations, as well as controlling own emotions.

· Communicates to personnel at all levels of the organization about what strategic direction means for their work, and how it should help them set priorities on a day-to-day basis.

· Empowers others; publicly credits others who have performed well, encourages and empowers others; makes them feel strong or important.

· Ensures own and staff time worked and reported is accurately reflected in accordance with federal and NYS law.

· Continuously monitors department(s) and staff to ensure compliance in all regulatory matters, safety measures, and standard procedures.




	
	Basic/Entry Level
	Intermediate
	Advanced
	Group Leader/Specialist

	Associated with:
	· Library Assistant II

· Shelving Assistants

· Analyst/Programmer 

PG52


	· Library Assistant III/IV

· Analyst/Programmer      PG 53

· Secretary IV
	· Senior Library Assistant

· Library Professional II
· Analyst/Programmer      PG 54/55
	· Analyst/Programmer      PG 56

· Library Professional III
· Administrator



	RESOURCEFULNESS/

RESULTS
	· Effectively identifies information to bring forward to his/her supervisor.

· Meets deadlines and adheres to project timeframes as established by his/her supervisor.

· Responds to requests; without being told to by another, responds to others’ requests in a timely, cooperative manner.

· Identifies problems, errors, or lapses in communication.

· Seeks out his/her supervisor when direction, guidance, or assistance are required.

· Uses available resources to assist in day-to-day operations and to produce quality products/services.

· Analyzes problems by breaking them apart to explore what is wrong.

· Works to meet manager’s standards.

· Shows concern for quality and clarity.

· Shows persistence; takes steps to overcome obstacles or rejection.


	· Demonstrates organization and flexibility by being able to perform more than one task at a time.

· Takes a proactive approach when seeking information or problem solving.

· Recognizes when an issue or problem is beyond their scope and refers it to the appropriate person or place in a timely manner.

· Volunteers; initiates action without being directed or asked to by others.

· Analyzes relationships between several parts of a problem; recognizes several likely causes of events or consequences of actions.

· Demonstrates high level of accuracy of information on own work; checks to ensure procedures are followed; helps to ensure the outcome is really what was intended. 

· Recognizes and acts on present opportunities or addresses present problems.


	· Anticipates and resolves problems creatively and seeks assistance only after own attempts have failed.

· Accepts new tasks or responsibilities in a positive manner.

· Demonstrates flexibility and is able to reprioritize tasks based on changing work demands.

· Tenacious; takes repeated actions to ensure that things get done.

· Uses past experiences and patterns to solve current problems; sees patterns that help one understand the root causes of problems.

· Sets challenging goals; sets & acts to reach challenging goals.

· Develops and uses systems to organize and keep track of information.

· Anticipates projects and/or unscheduled events up to several months ahead; creates opportunities and minimizes potential problems by a unique extra effort.   
	· Relies on experience and judgment to plan and accomplish assigned tasks and roles.

· Checks the work of others and maintains accountability for their results and products.

· Listens to feedback and takes immediate steps to resolve problems.

· Is decisive in a crisis; acts quickly and decisively in a crisis.

· Assumes accountability; takes it upon oneself to see that something gets done.

· Sees ways to apply unique solutions to solve problems; creatively drives solutions not obvious to others.

· Sets challenging goals; sets & acts to reach challenging goals for self and others.

· Develops complex systems; puts new, detailed systems in place to increase order and improve quality of services or data; deduces new needs from perceived disorder.

· Anticipates situations 6 months or more ahead and acts to create opportunities and avoid problems.




	
	Basic/Entry Level
	Intermediate
	Advanced
	Group Leader/Specialist

	Associated with:
	· Library Assistant II

· Shelving Assistants

· Analyst/Programmer

PG52


	· Library Assistant III/IV

· Analyst/Programmer      PG 53

· Secretary IV
	· Senior Library Assistant

· Library Professional II
· Analyst/Programmer      PG 54
	· Analyst/Programmer      PG 55/56

· Library Professional III
· Administrator



	EXPERTISE & CONTINUOUS LEARNING*

*For each employee, refer to his/her functional job description, which defines the specific expertise and knowledge expected for that position.


	· Working knowledge of the skill area with the capability to learn others and expand breadth of knowledge. Performs work under guidance. 


	· Seeks opportunities to broaden technical skills and learn new things.

· Operates independently in the skill area; Able to integrate area of expertise with other technologies under guidance.


	· Keeps current on technical trends; through reading, networking, or other sources, keeps up on leading-edge developments that affect one’s area of specialization.

· Knowledge of skill area sufficient to analyze or design a solution to a business problem independently.


	· Seeks ways to align technical expertise with mission statement; looks for ways to leverage personal expertise to help department and institution in a way that will truly add value.

· Advanced expertise in the skill area necessary to analyze very complex business problems or design innovative solutions. This includes understanding elements of the current IT architecture, as well as known future developments.
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